
OhioRISE FamilyCare Central User Guide 

User Roles with access may include 
• Care Management Entities (CMEs) 
• Managed Care Organizations (MCOs) 
• Ohio Department of Medicaid (ODM) 
• SPBM 
• Public Children's Services Agencies (PCSAs) 

Overview 
• FamilyCare Central is Aetna Medicaid’s person-centered tool that includes the features needed to 

support specialized care coordination activities.  
• FamilyCare Central is an innovative solution that supports seamless coordination of care by making 

key information available to all authorized individuals in a Member’s Care Circle. 
• Data integration is key to continuity of care for physical health, behavioral health, and socially 

necessary services. 
• It is a ‘wrap’ platform that provides alignment in services and goals. 
• FamilyCare Central includes: 

• Member’s Health record (Claims, Medications, Prior Authorizations) 
• Resources & documents (SDOH tools, Additional Care Coordination Benefits) 
• Care Planning (Care plans, assessments, appointments) 
• Secure messaging  
• And more 

PLEASE NOTE: 
• The features shown in this document may differ from the actual screens due to new developments 
• The data exposed is all manufactured, not real member data.   Only authorized users will see all 

data, others will see sensitive data masked by a series of asterisks (“*****”) 

Let’s get started. 
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Signing in 
Login from the Innovate Ohio Platform: Ohio Portal URL 

1. Use your Innovate Ohio Platform (IOP) login credentials  
2. Select the Aetna tile 

  

If you have trouble signing in: 

1. Clear the cookies/cache on your system 
2. Email OhioRiseFamilyConnect@aetna.com Full Name, your 8 digit Ohio ID and email address. 

 

  

https://ohid.ohio.gov/wps/portal/gov/ohid
mailto:OhioRiseFamilyConnect@aetna.com


Landing Page  
Once you are logged in, you will see the landing page.  

 

1. Logo – Return to the landing page from anywhere in the application 
2. Find a Provider – search for an OhioRISE network provider 
3. About Us- information on the OhioRISE program 
4. Your Name – Click here to:  

o View User details 
o Change Password 
o Change Secret Question 
o Logout 

5. Menus- note: limited information is available until a member is selected 
o Resources & Documents- Find general information  
o Contacts & Messaging – Find the phone number for managed care plans. 
o Member Search – Find a member 

  



Member Search  
You can search by Member ID (1) or Member Name (2). Once a member is selected, click the Search 
button (3) and additional features will be available. 

 

  



Member’s Information 

 

When you are in a member’s record, you will see these options relating to the member. 

1. Health Record 
2. Resources and Documents 
3. Care Coordination & Planning 
4. Contacts & Messaging 
5. Search for a new member 
6. See which member’s records you are currently viewing 
7. Notifications 



Health Record 

 

1. Member Profile – Demographic and care management 
information  

2. Claims – List of paid services 
3. Pharmacy Claims – List of paid pharmacy claims 
4. Medications – List of members medications 
5. Authorizations – List of items submitted for authorization 
6. Admits, Discharges and Transfers – List of inpatient 

activity  
7. Appeals & Grievances – List of Member appeals and 

grievances 
8. Incidents – Reported incidents 

  



Member Profile  
View information about the member to include demographics, eligibility, risk scores and care coordination 
tier as well as contacts for care coordination. 

 

1. Member information – Member Demographics 
2. Care Team – Who supports the member’s health 
3. Eligibility Information – The member’s coverage  
4. Care Coordinator Information – Member’s tier and status 
5. Social Determinants – SDOH Risk scores ranked 1 lowest risk, to 5 highest risk  
6. Care Coordination Dates & Events 

  



Admits, Discharges & Transfers 

 

1. Filter by Date Range 
2. Click Reset Form to undo the search 
3. Details of the admission, discharge, and/or transfer 

  



Appeals & Grievances 
Appeals & Grievances includes information associated with an appeal or grievance that may have been 
filed with the health plan.  You will find date, type, status and outcome. 

 

1. Filter by Date Range 
2. Click Reset Form to undo the search 
3. Submission Date – The date of the grievance was submitted 
4. Type – Type of grievance 
5. Status – current status of the grievance 
6. Outcome  – final decision made on the grievance 
7. Click on the arrow to see details on the grievance 



Appeals and Grievances Details 

 

1. Member Information 
2. Summary – Summary of the Grievance 
3. Status – status of the grievance 
4. Outcome – Final decision/outcome on the grievance 
5. When you “Click Here” you are able to more information about appeals and grievances. 

  



Claims 
View and search the member’s medical and behavioral health claims; on the initial load, the user can view 
the most recent 90 days of claims history 

 

Search by choosing: 

1. Claim type – type of health claim 
2. Date Range – Narrow your search by dates 
3. Claim status – Narrow your search using In Progress, Paid, Denied, or Unknown 
4. Reset form- clears all previous selections 
5. Click on the purple arrow next to a claim to see details 

  



Claim Details    
View member claim details - claim header information to include billing information and status 

 

1. Payee information – Who received the payment 
2. Payer information – Who sent the payment 
3. Total cost breakdown – Amounts billed and paid 
4. Claim Status – Shows if the claim was paid, in progress or denied 
5. Benefit Details/Explanation of Benefits – Shows details with codes and items billed and paid 

  



Immunizations  
Functionality coming soon. 



Incidents  
"Incident" means an alleged, suspected, or actual event that is not consistent with the routine care of – 
or service delivery to – a member that may have a negative impact on the health and welfare of  
the individual (such as abuse or neglect). 

Care coordinators need to report and document an incident. They also work to support members and 
families to prevent future incidents and to assure the health and safety of members. 

Incidents 

 
1. Filter by Date Range – preset or custom range 
2. Reset form filtering 
3. Incident Type – Type of the incident to include reports of abuse, neglect, exploitation, or 

misappropriation of funds 
4. Incident Date – Date the incident occurred 
5. Referral Date – Date the referral occurred 
6. Home Visit Completed  
7. Referral Description – Details about referral. 
8. Print or download 



Medications   
View member’s current medications. 

 

This page lists the member’s active medications filled in the last 180 days  

1. Drug description – This is the name of the drug 
2. Drug strength – How strong each pill is 
3. Quantity – How many were given 
4. Days’ supply – How many days the bottle will last 
5. Print or download is available 

  



Pharmacy Claims   
View member’s pharmacy claims and add filters for a more refined search. 

 

1. Search by Claim Type, OhioRISE Pharmacy or Historical  
2. Select a date range 
3. Click Reset Form to undo the search. 
4. Click the purple area next to a pharmacy claim to see details. 

  



Pharmacy Claim Details    
View member demographics and pharmacy claim details and information. 

 

1. Prescription number 
2. Prescriber name – Who prescribed the drug 
3. Prescriber NPI 
4. Pharmacy name – Where the prescription was filled 
5. Date of Service – This is the date prescribed 
6. Claim details – What the prescription was for, how much was billed, and what any copay is 

  



Prior Authorizations 
Review the medical, surgical, and behavioral health services currently under clinician review. 

 

Search by choosing: 

1. Authorization type (OhioRISE Authorizations, Physical Health Authorizations) 
2. Date Range (preselected from dropdown) 
3. Custom date range (when “Custom Date Range” is selected under #2) 
4. Authorization status (Approved, Partially Approved, Denied, Pending) 
5. Click Reset Form to undo the search 
6. Click the arrow next to an authorization to see details 
7. Print or download is available 

  



Prior Authorization Details 
Authorization details include information such as ID, status, service date, member information, requesting 
provider, servicing provider, diagnosis, and service line information. 

 

1. Authorization ID 
2. Admit date – The date of the service 
3. Status – Whether the authorization was approved, in progress or denied 
4. Member information  
5. Requesting provider – Which doctor sent the authorization 
6. Service line information – Information about each procedure in the authorization 
7. Medical Indications – Code and description related to the authorization 

  



Resources & Documents 
 

 

1. Resources – Links to important resources from the 
state and community 

2. Charting the Life Course -Tools for members Care team  
3. Community Resources 
4. Additional Care Coordination Resources 
5. Documents – Document repository  
6. FamilyCare Central User Guide 
7. FamilyCare Central Training Video 

 

Resources    
The Resources page provides various helpful websites and training materials. 

 

Click any of the links on this page to access information on that resource. 

  



Charting the Life Course 
Charting the Life Course was made to help people of all abilities and ages create a vision of a good life. It is 
a way to find support and find what it takes to live the lives a member wants to live. There are several 
outreach tools for completion and uploading into the document repository. 

 

  



Community Resources 
Community resources help the member stay as healthy as possible. These resources are selected for  
the member and can include groups that provide education, training and help for the member and their 
family.  

Additionally, they cover topics like depression and substance use, as well as what to do in a crisis and  
how to help youth in their transition to adulthood. 

 

  



Documents 
Document repository to share member’s important care documents 

 

1. Click the blue link on any document to view it 
2. Click the purple button to refresh the Documents list 
3. Drag a document from your Desktop to this section to upload it. You can also click on this box to 

open an upload dialog box. 

  



Care Coordination & Planning 

 

1. Appointments – Shows the member’s 
appointments by month 

2. Care Plan – The member’s current care plan 
3. Recommended Preventative & Wellness Care 
4. Assessments – Forms completed by care 

coordinators  

Appointments  
On this page, the user can view, add, or update an appointment and print the information.  

 

1. Here you will see the Member’s upcoming appointments 
2. Clicking the pencil icon will allow you to edit an appointment 
3. Click the Add Appointment button to create a new appointment for the Member 
4. Click the Print button to print the Member’s list of appointments 

Care Plan  
Member’s most recent care plan is available for viewing and printing 



 

 

Needed Services 
These are services that a member has not received that are recommended based upon their age 
and conditions. 

 



Recommended Preventive & Wellness Care 

 

1. Well child checkup schedule – When checkups should happen 
2. Immunization schedule – What immunizations are recommended and at what ages 

  



Contacts & Messaging 

 

1. Contact Care Coordinator 

Contact Care Coordinator   
Secure messaging outreach to Member’s Care Manager. 

 

1. Switch between Inbox and Sent Messages 
2. See all messages in current view (Inbox or Sent) 
3. Click Compose New Message to start a new message to the Member’s Care Manager 

Document information 
Updated/Reviewed Date: April 2023 
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